INTRODUCTION
Hospital is a health service institution that organizes individual health services comprehensively that provides inpatient, outpatient, and emergency services (Government of the Republic of Indonesia, 2009). The pharmaceutical service is a direct and responsible service to patients related to pharmaceutical preparations with the aim of achieving definite results to improve the quality of patients' life (Al-Quteimat & Amer, 2016) . Patient satisfaction with the quality of pharmaceutical services is an important indicator in the quality of health services in hospitals (Insani et al., 2017 ).
Service quality is said to be good and satisfying if the services received are in accordance with or exceeding expectations, otherwise service quality is said to be poor or unsatisfactory if the service received is lower than expected (Supranto, 2001) . The level of patient satisfaction can be measured using an instrument in the form of a questionnaire (Al-Abri & Al-Balushi, 2014) .
Satisfaction affects patients to return to the hospital and redeem drugs at the same pharmacy when needed. If patients are satisfied, not only patients will benefit, but also hospitals, especially pharmaceutical installations, will be promoted (Yang et al., 2016) .
Pharmaceutical Service Standards are benchmarks that are used as guidelines for pharmacy personnel in organizing pharmaceutical services (Dargahi & Khosravi, 2010) . Meanwhile, Pharmaceutical Services is a direct and responsible service to patients related to pharmaceutical preparations with the aim of achieving definite results to improve the quality of patients life (Government of the Republic of Indonesia, 2009).
Customer satisfaction analysis is based on five dimensions of service quality, namely responsiveness, reliability, assurance, empathy, and tangible (Mulia, 2017 Outpatient pharmacies are an important part of the hospital complex system which has a direct effect on patient satisfaction and the reputation of the hospital.
The patient is easily tired and impatient when waiting in line too long to get medicine before leaving the hospital (Surur et al., 2015) . Meanwhile, with increasing awareness of consumer rights protection and increasingly intense competition between hospitals, patient-oriented ideas have become the focus of every hospital. Thus, knowledge of pharmacy services at the Pharmacy Outpatient services is important in many aspects, and this is one of the goals of modern scientific management research (Dan et al., 2016) .
MATERIAL AND METHODS
The design of this study was a cross-sectional study.
Research subjects were patients from hospital outpatient pharmacies in Padang City. The instruments used in this study were recording devices, questionnaires, research permits each hospital outpatient pharmacies located in the Padang City.
Data Analysis
Satisfaction was assessed by giving questionnaires to respondents then questionnaires were analyzed descriptively. Assessment of patient satisfaction was done by taking data through a questionnaire of 100 respondents. Satisfaction analysis was carried out using a Likert scale, then data was displayed in a cartesian form.
RESULTS AND DISCUSSION
The population was all patients/families of hospital outpatient in Padang and the sample was 100 respondents. This is in accordance with the sampling exclusion criteria. 100 respondents who were sampled had redeemed medicines at the hospital outpatient Research instrument testing was conducted to determine the validity and reliability of research instruments before being used for actual data screening.
The instruments used in the research are those that have to fulfill valid and reliable criteria, based on the results of the validity and reliability tests that have been carried out. The indicator in this study was an independent variable consisting of reliability, responsiveness, empathy, assurance, and physical evidence.
From the results of data processing using the SPSS 22
program. The frequency value of reliability category in the first question were obtained that 2% of respondents were not satisfied, 1% of respondents was less satisfied, 21% of respondents were satisfied, 37% of respondents were satisfied enough, and 39% of respondents were very satisfied.
The frequency value of reliability category in the second question were obtained that 1% of respondents was not satisfied, 7% of respondents were less satisfied, 29% of respondents were satisfied, 38% of respondents were satisfied enough, and 39% of respondents were very satisfied.
The frequency value of reliability category in the third question were obtained that 2% of respondents were not satisfied, 5% of respondents were less satisfied, 24%
of respondents were satisfied, 45% of respondents were satisfied enough, and 24% of respondents were very satisfied.
The frequency value of reliability category in the fourth question were obtained that 14% respondents were less satisfied, 22% of respondents were satisfied, 48% of respondents were satisfied enough, and 8% of respondents were very satisfied.
The frequency value of reliability category in the fifth question were obtained that 1% of respondents was not satisfied, 17% of respondents were less satisfied, 22% of respondents were satisfied, 39% of respondents were satisfied enough, and 21% of respondents were very satisfied.
The frequency value of reliability category in the sixth question were obtained that 2% of respondents were not satisfied, 9% of respondents were less satisfied, 30%
of respondents were satisfied, 39% of respondents were satisfied enough, and 20% of respondents were very satisfied.
The frequency value of reliability category in the seventh question were obtained that 3% of respondents were less satisfied, 39% of respondents were satisfied, 33% of respondents were satisfied enough, and 25% of respondents were very satisfied.
Lastly, the frequency value of reliability category in the eight-question were obtained that 1% of respondents was not satisfied, 8% of respondents were less satisfied, 27% of respondents were satisfied, 43% of respondents were satisfied enough, and 21% of respondents were very satisfied.
To improve patient satisfaction in hospital located in Padang, the authorities need to make improvements in several aspects. The results of interviews with respondents indicated several things that could be done, including:
1. Maintain the cleanliness of the building; complete the medicine according to the patients' demand, as well as a comfortable and spacious waiting room.
2. Speed up drug delivery services because many respondents complained about the length of service.
3. Sympathetic attitude of the officers so that patients are happier in utilizing hospital pharmacy facilities in Padang 4. Clear information is given to the patient/family of the patient about all drugs that are given such as how to use, side effects, and how to store them.
5. Increase the number of employees, because the number of people queuing in one day is quite a lot.
CONCLUSION
From the distribution of questionnaires to 100 respondents, it was found that they were satisfied with the pharmacy services at the hospital pharmacies in Padang. The service system provided by pharmacists
